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Linking Service and Satisfaction



Introduction
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I SajadHashem, Kate Dolan, John Waltz, Jordan Lloyd

A Workingin conjunction withGreenlinkto design and administer
survey toGreenlinkcustomers
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Having detailed data on customer satisfaction will provide useful
Information on:
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Ridership

Stops

Routes

Facilities

Safety

Speed
Scheduling
Drivers and Staff

Knowing how customers feel will allo@reenlinkstaff to make better
Informed decisions moving forward.
Useful for determining before and after changes to routes



Why Transit?

Provide service to and mobility for all residents

Provide cost effective/efficient services

Facilitate economic development

Improve/maintain safety

Build regional connectivity

Improve the environment

Reduce congestion

Provide a social service to those with mobility challenges
Many More!! (Morris, 2017)
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Who are we serving?

Choice vs. Captive Riders

1 Captive: limited access to autos, poor, minorities, short trips,
service needed at all times and in all directions.

1 Choice: access to autos, whiter, wealthier, suburban, use transit
when using auto is inconvenient, longer trips (Morris, 2017).

Different strategies and policies might be more appropriate for serving
either captive or choice riders.



Research Methods

1. Read and discussed literature on what makes for satisfied
customers

I Esp. NHCRP Report Transit Capacity and Quality of Service Manual
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| Also looked at professional customer satisfaction survey reports for other
agencies to use as template

2. Class andGreenlinkCollaboration on Survey Topics
I Class determined topics of interest individually, then as a group
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|  Worked withGreenlinkto determine these



Research Methods

3. Questionnaire Format and Strategy
I Read literature on how to write survey questions
I Class individually drafted survey question wording
I Then group met and finalized this

Each class member proposed a layout, group settled on one format

4. Determined layout
1
1 Survey kept to one page, both sides

o. Pilot test
I Each class member administered the survey to three people, got feedback

6. Finalized survey
1 Including translating it into Spanish



~ Research Methods




